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Practice Call Recording Policy Summary for patients

The UK General Data Protection Regulation 2016 (UKGDPR) and the Data Protection Act 2018 (DPA)
protects personal information held by organisations on computer and relevant filing systems. It
enforces a set of standards for the processing of such information. In general terms it provides that
all data shall be used for specific purposes only and not used or disclosed in any way incompatible
with these purposes.

The practice will record all telephone calls and recognises that this data is subject to these
regulations. The Practice is registered with the Information Commissioner for all necessary activities
under the UK GDPR/DPA.

Purposes of call recording

The purpose of call recording is to provide an exact record of the call which can:

e Protect the interests of both parties

o Help improve Practice performance and best practice

e Help protect Practice staff from abusive or nuisance calls

e Establish the facts in the event of a complaint by a patient or a member of staff and so
assist in resolving it

e Establish the facts and assist in the resolution of any medico-legal claims made against
the practice or its clinicians

e Train staff and where necessary investigate concerns about staff conduct

Ensuring patients are aware of this

This information is clearly visible on our website along with this policy and was shared in the practice
newsletter.

For inbound calls, our automated phone system will inform callers with the message, "All calls are
recorded for training and monitoring purposes."

For outbound calls, the staff member will personally announce, "All calls are recorded for training
and monitoring purposes.”

PROCEDURES FOR MANAGING AND RELEASING CALL RECORDINGS

The Practice will record all telephone conversations from its central telephone system. All call
recordings are encrypted and stored on a secure server at the system provider’s headquarters.

Records can only be accessed with the permission of an authorised person for a specific justifiable
reason.



Requests for copies of telephone conversations made as Subject Access Requests under the UK GDPR
must be notified in writing to the Practice and, subject to assessment, the practice will request the
call recording and arrange for the individual concerned to have access to hear the recording. All
requests for call recordings should include the following: -

The valid reason for the request

Date and time of the call if known

Telephone extension used to make/receive the call

External number involved if known

Where possible, the names of all parties to the telephone call
Any other information on the nature of the call

Please note that this is a summary of our call recording policy. If you would like to view the full policy,
please feel free to request it directly from the surgery.



